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Task 2

Observation of Practice
Guidance: 

A learner must choose an observation of direct social work practice with people in need of care and support and/or their carers. The observation cannot be from giving evidence in court, contributing to strategy group meetings, case conferences or tribunals or any other indirect activity. The consent of the individual/s in need of care and support and/or their carers must be sought before the observation is undertaken. The observation must be undertaken by an observer who is social work qualified and has at least 3 years’ experience (criteria set out in the Programme Handbook). The observation must be for a minimum of 30 minutes. The observer will gain feedback from the individual/s in need of care and support and/or their carers using either the pro forma below or one of the learner’s own design at the end of the visit.  

The learner is responsible for providing a method of gathering feedback for the observer to use. This can be of their own design, and/or adapted to meet the needs of the individual. The provided pro forma can be used where appropriate. The method used will depend on age, ability and language/communication needs of the individuals in need of care and support and/or their carers. 

This section will include examples of the ways in which effective communication impacts on practice in relation to language use, language needs and cultural sensitivity. You must demonstrate the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012).

Please ensure you meet the Learning Outcomes for this task (See appendix 5 of the handbook).  

Please answer the questions below.

Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  _ _ 21/06/24_ _ _ _ _ _ _ _ _ _ _ 

To be completed by learner. 









	Question:
Context
Set out the social work objectives and give a brief description of the situation including geographical and legislative contexts and any relevant cultural, ethnicity and language issues, including how consent was gained and how you have considered the impact of the observation on the individual in need of care and support and/or their carers.  

300 words (+/- 10%: include your actual word count at the end of each section).

Observation taken place was a review for a service user (SU1) who moved into a residential care home following a stroke and hospital admission. Social Services and Well-being (Wales) Act 2014 Sc.54 (7) states when reviewing care and support plans relating to an adult, the adult and anyone specified in the care plan is required to be a part of the review process. Consent was gained from SU1 prior to the observation through his carers who know him best. Following discussions with the carers they explained they use Google translate to communicate with SU1 and that there is one member off staff who speaks Polish. Consent was gained from SU1 through a telephone call where the carers supported on loud speaker and using Google translate. Prior to the observation consent was gained through SU1 son who advocates for him and would be supporting his father during the review.
SU1 is a 65 year old man of Polish heritage, whose first language is Polish. It was felt that it would be best for the review to be completed with someone who is Polish speaking to support SU1, after consulting SU1, the carers who support him and his son who advocates. It was agreed that SU1 son would continue to support and translate for his father. I did not feel there was conflict of interest, as the son was advocating for his father. 
Following SU1 stroke, his communication deteriorated, his first language is Polish and he was unable to communicate his needs. His son who is Polish speaking, advocates on his behalf and translates for his father. He advised that his father’s responses are “yes or no” and that he also struggles communicating with him. 
Being observed can be tense, I assured SU1 that the observation was for myself and that there was nothing for him to worry about. I advised that if he felt uncomfortable at any point, then to inform myself and we will stop the observation.
(327 words)



	Question: 

Critically reflect on your communication methods and skills during the observation; including how you identified whether you had the necessary communication skills to work with the individual in need of care and support and/or their carers.   

You must use a person-centred approach to demonstrate the integration of social work ethics, values and the Code of Professional Practice. This must include culturally and linguistically sensitive practice and the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012). 



1300 (+/- 10%: include your actual word count at the end of each section).






When completing the review it was important to use a person centred approach (PCA) to ensure that the current plan is meeting service user 1 (SU1) needs while in the residential care home. Using  PCA is essential in the care and plan, it empowers the individual and allows them to take control of their care and support. This is in line with the Social Care Wales (2017) Code of Professional Practice, promoting the rights and interests if the individual. A person centred approach allows us to put the individual at the focus of their care. According to Kondrat (2014) PCA aims to support service users to lead the conversation and discover more about themselves, recognising that the service user is in charge of their own life. 
Good communication is key in social work in establishing a good relationship with individuals (Mantell, 2009). In order to get the best from the review, it was important that there were no distractions in place and the environment was quiet enough for SU1, so he could understand the questions clearly. It was completed in the family room of the care home, I positioned myself opposite SU1 and his son, observer sat in the corner opposite SU1 and deputy manager sat next to SU1. Prior to the visit, it was explained that SU1 does have issues with hearing, I made sure to position myself close enough that I could direct questions to him and used a volume that was suitable enough for him to hear, without feeling as if I was raising my voice. SU1 does not wear any hearing aids, he has been offered support with them but declined. When looking at effective communication, there are specific skills that can be identified to allow social worker (SW) to gather information and to build effective relationships (Mantell, 2013). During this review I ensured to use skills such as active listening, paying attention to what SU1 and his son were saying and repeating what they said back to show that I was listening and given them the opportunity to expand on this or to question it. (Beesley, et.al, 2017).
It is important to have a good level of communication skills when working in social care. As stated by Beesley (2017) “effective communication is fundamental to social work”. One of the main areas of the job is the ability to gather information such as views, wishes and feelings of individuals. This is also in line with the Social Care Wales Code of Professional Practice (COPP) “Promote the well-being, voice and control of individuals and carers while supporting them to stay safe”.  Communication skills are an essential tool for social workers (SW), and that “to understand another person, and their world of meaning, we need to start by acknowledging our ignorance of that person and their social world” (Trevithick, 2019). 
SU1 choose for his son to help with translating, I felt that this was in line with the “active offer”, although the active offer and more than just words, focuses on the Welsh language and promoting the Welsh culture. The key principle being providing a service in Welsh without someone having to ask for it. In this case it was providing a service in Polish without SU1 having to ask for it. As the “Adoption and delivery of More than just words should therefore help improve the quality of care for individuals living in a bilingual country” (Welsh Government, 2022).
A person centred approach was important to ensure SU1 was able to communicate in Polish. As according to Dominelli (2017) language is essential in communication and that it is a tool that we use, the individuals choice of words can reveal ideologies thar underpin their values, wishes and feelings. This is the reason I felt it was essential for SU1 to be able to have the opportunity to communicate in Polish. This is allowed SU1 to make decisions around his own life and following his stroke it is important to continue to empower him to do this. Empowerment theory underscores the essential role of putting service users in charge of their own lives given them the opportunities to make decisions that affect them, as they are considered the best experts (Lee and Hudson, 2011). 
Through discussions with the son and care staff, I was able to find out that SU1 only answers with yes or no. Staff did explain that they have been able to find out that when he swears in Polish he means “No”.
I found that this was difficult as it was essential that all my questions were “yes” or “no”, when sometimes it required SU1 to expand on some answers, he relied on his son. This was difficult for both SU1 and his son as at times he was unable to understand what his father wanted, he was advocating as best he could at the time. Both open and closed questions are effective means of questioning and are considered important part of a SW “communication repertoire” (Beesley,  2017). SU1 son was happy to translate on his father’s behalf, the downside to having his son translate for him, is that I was not sure if he was translating everything I asked. I tried to keep the questions and responses allowing him enough time to translate. 
As SU1 communication was limited it was important that I clarified some of the answers he give to ensure that the correct details and information was put into the care plan. This shows the respect for SU1 and that I was interested in them, while also using active listening. I felt that this showed SU1 and his son that I was putting them at the centre of the care he was receiving and that I valued his view on what he wished for (Woodcock-Ross, J., 2011) This is in  line with the Code of Professional Practice, COPP 3 “promoting the well-being, voice and control of individuals and carers while supporting them to stay safe” (Social Care Wales, 2017). 
The care home advised that they had communication cards however felt that these did not work well with SU1. His son explained that SU1 wears glasses but does not have any here. We asked the care home about this but they informed they were not aware of SU1 wearing glasses. It was agreed that having glasses would allow the home to use the communication cards to support as studies have shown there are benefits to using picture cards when someone is unable to verbally communicate their needs (Gordon et.al, 2011, Sriyanti, L. and Fatwati, U., 2020). 
Therefore it was agreed thar SU1 son will contact the optician to sort out a new pair of glasses, this will allow the care home and SU1 to use the cards which may potentially improve his communication needs. Carers have also been using Google Translate to help with their communication needs, they advised that this has been working well. 
During the assessment using closed questions with the sons help of translation, we were able to identify that SU1 did not like the food at the care home. He advised that at home they would mainly eat Polish foods. The care home were happy to support with this, SU1 son will also bring some Polish food in for his father and home agreed to cook this. 
To conclude the review, I made sure to go over the key points that we had discussed during the visit. I felt that this showed that I was able to take the key points that had been discussed and allowed SU1 and his son to correct or challenge anything they felt needed to be. Although I felt the review went well and that I was able to communicate with SU1 effectively, I acknowledge that my communication skills are constantly improving and are not the finished article. As stated by Ross (2017)  that social work communication is not instinctive but must be learnt, evaluated and rehearsed.

Word count: 1324



























Feedback and comments from individual in need of care and support and/or their carers 

Information for the observer

This section of the Observation should not be completed in the presence of the learner. 

No formal written feedback is required from the observer on the learner’s practice. However verbal feedback should be provided to the learner as soon as possible after the observation. If the observer is not the mentor, then feedback should also be provided to the mentor. 

Some or all of the questions below may be used by the observer who can rephrase and add explanations and prompts as required. The observer should record responses from the individual in need of care and support and/or their carers below, or by using an alternative method if required/provided.  
Before asking the questions, the observer must explain to the individual comments will be shared with the learner. It may be useful to explain that it is used as a learning tool for the learner to develop their own practice. 

If the observer is unable to gain feedback, they should briefly say why.

	Was the social worker on time?  Or, if delayed, did he or she contact you?

	Yes

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?

	Yes

	Were you clear why the social worker met with you today?

	Yes

	How well prepared do you think the social worker was for his or her meeting with you?

	He seemed very prepared. 

	  How has the social worker listened to you and respected your views and wishes?

	Yes he has listened well, the concerns that I had and noted them down. He noted the concerns around my dad’s glasses, the food that was being served. He helped with benefit advice also. 

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?

	Yes he kept his voice level and spoke slowly, taking breaks so it was easier for me to translate to dad. 



	How has the social worker’s involvement met your expectations for this visit?

	He exceeded my expectations, I did not really know what to expect, but yes he is very good. 

	Are there any other comments or suggestions that you would like to make?
	I’m very pleased with all our meetings. 
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